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DETAILED ACTION 

1 . The text of those sections of Title 35, U.S. Code not included in this action can 
be found in a prior office action. 

Claim Rejections - 35 USC § 103 

2. Claims 1 , 3-4, 7-27, and 29 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Bateman et al. (U.S. Patent 5,884,032). 

Regarding claim 1, Bateman et al. teach a customer service response system 
(CSRS) (Fig. 1, 24) capable of responding to an incoming call from a calling party (Fig. 
1 , 8) by playing a message to the calling party (col. 9, lines 33-35 - IVR play greeting 
message to calling party); a graphical user interface (Fig. 1 , workstation 18; col. 5, lines 
26-27) electrically coupled to the CSRS and configured to received and display 
information from the CSRS originates from the calling party (col. 8, lines 62-65; col. 9, 
lines 10-12). 

Bateman et al. do not specifically teach via a soft-key or graphical button the GUI 
is configured to selective initiate another message being sent from the CSRS to the 
calling party. 

However, since customers and agents can communicate using e-mail (col. 7, 
lines 16-20), it would have been obvious that an agent from the ACD may easily initiate 
another message and click the send button to send to the calling party. This feature is 
notoriously well known in the art of ACDs. 
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Regarding claims 3-4 and 17-19, Bateman et al. teach the GUI displays 
messages from the CSRS to the calling party and at least one of a plurality of messages 
is customizable (col. 9, lines 33-35). For example, the IVR greets caller by playing 
"good morning", "please hold for the next available agent" , or "if you would like a call 
back, please leave a call back number and best time to call". 

Regarding claims 7 and 22, Bateman et al. do not teach the GUI provides an 
option for bypassing the CSRS. It would have been obvious to one of ordinary skill in 
the art to give customer/caller the option to bypass the CSRS to a regular telephone in 
case the caller does not wish to communicate with the agent via an interactive graphical 
display device. 

Regarding claim 8, Bateman et al. teach the CSRS is an adjunct to a telephone 
(Fig. 1). 

Regarding claims 9 and 23, Bateman et al. teach the CSRS is capable of 
responding and playing a message to a plurality of incoming calls from calling parties 
(col. 9, lines 33-48). 

Regarding claims 10-13, 20, 21, and 24 Bateman et al. teach the CSRS is 
configured to received voice, text, and multimedia messages (col. 10, lines 31-37). 

Regarding claims 14 and 25, Bateman et al. teach the CSRS is capable of 
accessing a remote computer system (Fig. 10, customer site 210 is remote from agent 
site). 

Regarding claims 15 and 26, it would have been obvious that after receive calling 
party's information, an agent realizes that he or she should transfer the calling party to 
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another agent with specific skills that could be better serve the customer, then this 
agent transfer the calling party to the skilled agent. This feature is notoriously well 
known in the art of ACDs and the advantage of using it is also well known. 

Claim 16 is rejected for the same reasons as discussed above with respect to 
claim 1. 

Claim 27 is rejected for the same reasons as discussed above with respect to 
claim 1 . Furthermore, Bateman et al. teach the call system response means for 
receiving information from a plurality of telephone calls (Fig. 9, plurality of customers). 

Regarding claim 29, Bateman et al. teach customers and agents can 
communicate using e-mail (col. 7, lines 16-20), it would have been obvious that an 
agent from the ACD may easily initiate messages and click the send button to send to 
the calling party. 

4. Claims 5, 6 and 28 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over Bateman et al. (U.S. Patent 5,884,032) in view of Wycherley et al. (U.S. Patent 
5,163,081). 

Regarding claims 5 and 6 Bateman et al. do not teach the CSRS includes a voice 
recognition program that is capable of converting voice signals in text messages and 
text messages into voice signal. 

Wycherley et al. teach a Dual Party Relay System employing text-to-speech and 
speech-to-text synthesis to reduce service cost (col. 3, lines 43-57). 
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It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the feature of including a voice recognition program 
that is capable of converting voice signals in text messages and text messages into 
voice signal, as taught by Wycherley, in Bateman's system in order to have a customer 
service response system that capable of receiving, converting, and transmitting voice 
signals in text messages and text messages into voice signal. 

Claim 28 is rejected for the same reasons as discussed above with respect to 
claims 1 and 5. 

Response to Arguments 

5. Applicant's arguments with respect to claims 1 and 3-29 have been considered 
but are moot in view of the new ground(s) of rejection. 

6. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Quynh H. Nguyen whose telephone number is 571-272- 
7489. The examiner can normally be reached on Monday - Thursday from 6:30 A.M. to 
5:00 P.M. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ahmad Matar, can be reached on 571-272-7488. The fax phone number for 
the organization where this application or proceeding is assigned is 703-872-9306. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
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published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.aov . Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 




Quynh H. Nguyen 
October 26, 2005 



